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Ford Motor Company May 23, 2000
Cusiomer Relationship 1ssues & Comnplaints

16800 Executive Piaza Dnve

P.0. Box 6248

Ceartorne, M 48121

Tg Whom It May Concem;

On September 22, 1989, my 1988 Ford Windstar Wagon, at 32910 miles, VIN No.
2FMDAC14TWEBB2235, experienced transmission shifting problems. The vehicle was towed to
Backus Ford Inc., 6400 Basile Rowe, East Syracuse, New York 13057.

At that tirme, Backus Ford found substantial metal in the transmission fluid. A copy of the
t=chnician diggnaosis is attached, referance ROF168717. Backus Ford removed and replaced
fhe fransmission with a Ford exchange unit under full warranty coverage., The vehicte was
picked up on Dctober 5 1888, &l 4.47 p.m. and was driven 1o our residence at 3453 Spicewind
Court, Baldwinsville, NY 13057. On the drive home | noliced an alignment problem, as the
steering was off center guite a bit. The vehicle was retumad to Backws Ford on October £ to
correct this problem. Ford Service Consultant David Forget infarmed me that the vehicle nesded
a new lire and wheel alighment st an appréximate cost of $200. | explained that the whosl
alignment was fine prior to the transmission being removaed and replazed. He then parformed
tha whesl alignment at no charge.

During the month of March 2000, with approximately 41,000 miles, tha van started to develop a
ciunking noise in the front and. The frequency of the ciunking sdvanced and the sound becama
more noticeabie. | called Backus Ford when the nose became consistent to have them inspect
it. On May 8, 2000, miles at 44 383 the vehicle was brought info Backus Ford onee again,
RO 74072, On May 9 | calied Backus Ford at 10 a.m., 11 am., and 1 p.m. 12 check on the
statug of my Windstar. Finaliy, at 1 p.m., Service Consultant David Forget informed me of the
following: thay inspected snd found the stnat rod bushing retainer loosa and the subframe
cracked. Mr. Forget informad me that it would take 3 hours at approximataly $173 plus tax to
repair this problem. | askad him if it would be coverad under warranty, as this subframe was
removed at the time of the transmission baeifg removed and replaced. He advised me that it
would rot be covarad undear warranty. We arp a family of 8, and we vary much nesded our van,
50 we chasa to have Backus Ford repair the vian, although we disagreed with the warranty issus.

At .50 p.m. on May 3, | picked up the vehigle and tried 1o discuss how the strut rod bushing
retainer couid have come loosa on & vehiclé with just over 40000 miles. Ad that time | was
informed that Ford Motor Company had a maihtenance alert regarding the abowe stated problem
oceurring on certain win number Ford Windstars. | asked Mr. Forget if 1 could talk to the
technician who repaired my vehicle {Justin) to discuss f the current problem could have bean
coused by the removal and repiacement of the fransmission, and he informed me *ne”. At that
time, there were 4-5 technicians who agreed the above problem was & defect in tha manufaciura
of the Ford Windatar snd Mr. Forgst advised me to “take my complaint to Ford Melor Co.”

A fow days later | contactad the Ford Motor Coimpany at 1-800-392-3673 and spoks to Peler
{ID#3002) and discussed 1he above problem. He informed me the Ford Motor Crmpany would not
warranty the $149.80 we paid to Backue Ford for the repair of my 1988 Windstar, | axprassed
my dissatisfaction and requesied to spaak to a supervisor. Supervisor Deberah {ID#E315) callad
and left messages on my answaring machine, but we navar spoka. | then called Faord Motor Co.
again and spoke to Steve {ID#2821) and he advised | write this lettar,



| feel Ford Motor Company js responsible for the above problem that developed in our
automobile. A maintenance alert was issuad to 2l Ford Motor Co. deailerships which advised
tachinicians 10 logic for eracking or loose rod bushing retainers. Our vehicle was under wamanty
when the trapsmission was removed and replaced, and Backus Ford never looked for thiz
problem or infomed ma of the aforementioned maittenance alert. Alsg, the preblem coutd have
developad during the removal and replacamant of the transmission; no one can know for sure.

This is our second Ford Windstar, the frst was leased aand this one was purchased. We have
been very happy with our Windstars up to this point, and had hoped to be jong-term owners. We
are understandabiy very concemad that the transmigsion on our 1998 had to te replaced prior to
35,000 mites, and that jusi 8,000 milss later, the subframe was cracked, had o be weided snd
rod bushings replaced.

It is apparent ta us that this is a defect, and we are requesting reimbursemeni of the $149 80 we
paid for this reépair.

Thank you for your consideration of this request,

Sincarely,
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